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SECTION B I 

Supplies or services and prices/Costs 



Total per month 

Total Pi Fee per month 
times 12 map ths 



3011 TRAVEL (not to e«*ed) 



IT 



50,000:00 



Task 7 -New Orleans 
Passport Center Operational 
3012 Support 

Labor Category 



S AQMMA08D065 ] 



56 

UNCLASSIFIED 



UNCLASSIFIED 



SECTION B 

SUPPLIES OR SERVICES AND PRICES/COSTS 



Total per frionth 

Total Prke per month 
times 12 months 



3013 TRAVEL (not to tatfced) 



LT 



50,000.00 



ESTIMATED SUB- 
TGTALT&M-LABOft 
HOUR 



COST PLUS 
FIXED FEE 











TOTAL 
ESTIMATED 


CUN 


DESCRIPTION 


ESTIMATED COST 


FIXED 
FEE 


COST PLUS 
FIXED FEE 


30X4 


TASK S • Passport System 
Purcftas/ngStrpp/y Program 









ESTIMATED SUB- 
TOTAL CPFF 



UNCLASSIFIED 



UNCLASSIFIED 

SECTION B 

SUPPLIES OR SERVICES AND PRICES/COSTS 

TOTAL ESTIMATED 
FOR THE THIRD 
OPTION YEAR 
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SUPPLIES OR SERVICES AND PRICES/COSTS 



B.7 SCHEDULE OF PRICES 

B.7J, FOURTH OPTION YEAR 



T1ME-AND- 
MATERtAL, 
LABOR HOUR 







ESTIMATED HRS 


UNIT 


TOTAL 


CUN 


DESCRIPTION 


PER MONTH 


UOI RATE 


PRICE 




Task 2 - National Passport 








4002 


Center Operational Support 
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SUPPUES OR SERVICES AND PRICES/COSTS 



Total per month 

Total Price per rftortth 
times 12' months 



4003 TRAVEL (rot to exceed) 



LT 



4004 



Task 3 -Agency and 
Headquarters Operational 
Support 

Boston Passport Agency 



Total per month 

Total Price per month 
times 12 months 
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SUPPLIES OR SERVICES AND PRICES/ COSTS 



Task 3 -Agency and 
Headquarters Operational 
Support 

Chicago Passport Agency 



fatal per month 

Total Price per month 
times 12 months 



Task 3 -Agency and 
Headquarters Operational 
Support 

r-l J~ D-.fnr.rt flcrWllV 
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5ECT10NB 

SUPPUESOR SERVICES AND PRICES/COSTS 



Total per month 

total Price per month 
limes 12 months 



Task 3 -Agency and 
Headquarters Operational 
Support 

Connetlcut Passport Agency 



Total per month 

Total Price per month 
times 12 months 



Task 3 -Agency and 
Headquarters Operational 
Support 

Honolulu Passport Agency 
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SUPPLIES OR SERVICES AND PRICES/COSTS 



Total per month 

Total Price per month 
times 12 months 

Tasfc 3 -Agency and 
Headquarters Operational 
Support 

Houston Passport Agency 
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SECTION B 

SUPPLIES OR SERVICES AND PRICES/COSTS 



Total Price per month 
tlrhes02 months 

> 

Ts»k 3 -Agency and 
Headquarters Operational 
Support 

Los Angeles Passport Agency 



Total per month 

Total Price per month 
times 12 months 

Task 3 -Agency and 
Headquarters Operational 
Support 

Miami Passport Agency 
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SUPPLIES QR SERVICES AND PRICES/COSTS 



Total par month 

Total Price per month 
ffmes 12 months 

Task 3 - Agency and 
Headquarters Operational 
Support 

New York Passport Agency 



Total per month 

Total Prfefepermo.rrth 
times 12 mortih* 



SAQMMA08D0O51 75 



UNCLASSIFIED 



UNCLASSIFIED 
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SUPPLIES OR "SERVICES AND PRICES/COSTS 



Task a - Agency and 
Headquarters' Operational 
Support 

Philadelphia Passport 
*«im 



Total per month 

Total Price per month 
times 12 months 

Task? -Agency and 
Headquarters Operational 
Support 

San Francisco Passport 

Agency . 
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SECTION B 

SUPPLIES OR SERVICES AND PRICES/COSTS 



Total per month 

Total Price per month 
times 12. month* 

Task 3 -Agency and 
Headquarters Operational 
Support 

Seattle Passport Agency 



Total per month 

Total Price per month 
times 12 month* 
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SUPPLIES OR SERVICES AND PRICES/COSTS 



Task 3 -Agency and 
Headquarters Operational 
Support 

Headquarters Passport 
Agency 



Total per month 

Total Price per month 
times 12 months 

Task 3 -Agency and 
Headquarters Operational 
Support 

Washington, DC Passport 

Agency . 
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SUPPLIES OR SERVICES AI^D PRICES/COSTS 



Total T»er month 

Total Price per month 
times 12 months 



Task 3 -Agency and 
Headquarters Operational 
Support 
SI 



Total per month 

Total Price per month 
time* 12 months 



Task 3 -Agency and 
Headquarters Operational 
Support 

Stanley Associates Site - 
PMO 
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SUPPLIES OR SERVICES AND PRICES/COSTS 



B4 



Total per month 

Total Price per month 
times 12 months 



4008 TRAVEL (not to exceed) 



LT 



150,06000 



Task 4 - Architectural Design 
Support for Passport 
4006 Services Facilities 



Total peritionth 

Total Price per month 
times 12 months 

4007 TRAVEL (not to ew»edj . 
SAQMMA0SDOi)51 



LT SOfJQ0.CC j 



UNCLASSIFIED 



UNCLASSIFIED 



SECTION B 

SUPPLIES OR SERVICES AND PR.ICE5/COSTS 



Task 5 - Bigness Process 
4008 Support Training 
labor Category 



Total per mo nth 

Total Prjce per month 
times 1Z months 

4009 TRAVEL {not to exceed) 

Task 6 - Charleston Passport 

4010 Center Operational Support 

Labor Category . 
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SUPPLIES OR SERVICES AND PRICES/COSTS 



■ 



Total per month 

Total Price per month 
tirnes months 



4011 TRAVEL (not to exceed} 

Task 7 -New Orleans 
Passport Center Operational 

4012 Support 
tabor Category 
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SECTIONS 

SUPPLIES OR SERVICES AND PRICES/COSTS 







Total per month 










Total Price per month 
times 12 months 






4013 


TRAVEL (not to exceed) 




LT 


50,000.00 






ESTIMATED SUB- 
TOTAL T&M-LABOR 
HOUR 
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SUPPLIES Oft SERVICES AND PRICES/COSTS 



COST PLUS 
FIXED FEE 











TOTAL 
ESTIMATED 


CLIN 


DESCRIPTION 


ESTIMATED COST 


FIXED FEE 


COST PLUS 
FIXED FEE 


401A 


TASK S - Passport System 
Purchasing Supply Program 









t 



ESTIMATED SUB- 
TOTAL CPFF 

TOTAL ESTIMATED 
FOR THE FOURTH 
OPTION YEAR 



• TOTAL ESTIMATED 
FOR THE BASE AND 

OPTION YEARS 562,166,883,46 
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sectiOnb 

suppues or services and prices/costs 

U TP A VEL COSTS fTTMR- ANB-MATKRl A.LS/LABOR-HOUR) (IM*) 

(A Except as Whe^ provided herein, the CbrMraetor shall be reimbursed ^^^f 
acS travel costs in accordance with its usual accounting practices consistent with FAR 

(COR) for the respective task. Note: hereinafter, any reference to COR rcsponablhte ate 
nitenid^ to 8PJ>iy touted CORswdlbena^at.a 
later date. In no event shall costs associated with employee commuting be reunbursabteas 
a direct co St under this contract. 

tb) Travel costs shall not be bmdened With any indirect costs unless spe^cally g^Otom 
accordance with the Contractor's 

31.2. hi no event shall travel cfcsts be burdened with fee/profit 

(c) The Contractor shall include a breakout of all authorized travel expenses as au attachment to 
invoices. AdtmmstratiVe support (coordination of travel arrangements! etc) will be the 



(d) Should any Contractor personnel be requested to perfwro many area [Wb^hasbeea 
deternunedbyjteDepaiunemofStatetote 

premium pay will be payableat the same rate as would be given to Departoentof State 
Lalw«ii^l>>>a>^ to C^P^ 650 of^ U - S - Derwrbnent of State 
StandardizedRegulfctibris. (Government Mans, Foreign Areas). Each employee will be 

notified upon arrival at any hazaidous ^^°^^ hh ^^^.,^ 
condrtionsafthe time of performance Hazardous duty premium pay.sball not be burdened 
withany indirect costs (eg,, overhead, G&A) ^ fee/profit 

M When local x^^mmttoOmmMm^k^rt^^ of performance and 

W otr^locaticmsisspe^^ 

allowable costs under this contract. For the purposes of fins clause, Wtravelmeam 
travel within a 50 i mile radius of the Captor employed regular place of perforrnancc 
and docs not include daily comrmiting or associated costs. 

(f) For travel where use of apersonal -^^^J^^^^^ 
CORreimbii^entsh^ 

parlont fees, incurred in the performance Of tasks author^ under ^ntrac^vdl be 

fflsed Car rentals f^'^^^^'^^S^^ 
**^w*^^Vrt****P*&*. Allowable costs shaft 
Sd cost of renting a compact automobile ^ maximum of one for five C tondSetor 
personnel), unless extenuating circumstances (e.g.,excess baggage) require other 
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arrangements and Subsequent COR approval js Brained. 
9.0 TNmfrtCT COST RATES 

Fox cost estimation purposes, provisional billing rates approved by the Defense C&itrsct 
Auqit Agency (DCAA) may be applied to estimated costs to determine total e^mated 
cost. Pinal annual indirect cost rate® and the appropriate bases shall be established m 
accordance with Subpart 4Z7 of the Federal Acquisition Regulation (FAR) m effect for 
the period covered by the indirect cost rate proposal. Until final annual indirect cost 
rate® are established for any period, the Government will reimburse the contractor at 
billing rates established by DCAA in accordance with FAR Subpart 42.7Q4, subject to 
adjustment when the final rates are established. 
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SECTION G 

DESCMmOl^PEClFiCATIONS«TAT^^NT OF WORK 



CI PURPOSE OF P ROCUREMENT 

The Department of State [DOS], Bureau of Consular Affairs, Passport Services 
Directorate [CA/PPT). currently operates 4 Passport Centers and 14 Passpo^gtaaes, 
where bath initial and renewal passport applications are processed. Oj* of tte centra is 
a book Faradization facility known as the Arkansas Passport q^(APQ and » Used 
for Iarfiescale personalization, Quality Control, and the mailing <)f passport Ixwks/cards. 
This Contract shall prtvide for, but is not limited to, continued I™^ 0 ^^^ 0 ^ 
and business process-support training,.** well f^^^lent 
evaluation of critical supplies, and architectural design support forfacilrt.es rnanagemerit 
for the fdur Passport Centers, 14 Passport Agencies, Headquarters support offices. 
CNOTE: The APC has a separate contract. Support at thi* facility will b^toruted and 
directed by the COR and PPT HQ as needed). Additional processing sties will Hkeh/be 
added in the future, which may require procurement, production, clonal, systems, 
evaluation and other types of support as required. The Contractor shall perform all 
Suy S » cnsSc the standards* quality cf the finished passport b*ok^rds*re 
rnaintained. Furthermore, the Contractor shall conform to Govemraem requirements to 
viailantly safeguard against fraudulent activities in the production of a passport 
SS^e^iractor and contractor support pe»onnel shall be aware of and adhere, 
to Privacy Act Regulations in the performance of their duties, 

C2 . BACKGROUND 

C-2-1 Mf^don of P.«»nr>rt Services 

A Chief ^responsibility of the Bureau of Consular Affairs [CA). within theD^fto*nt of 
State rDOSl is to carry out the Secretary of State** authority to rssue passports^ The 
?aSX icSSorate of the Bureau ofl^msular Affairs [(^^is responsible 
fcTiSugl^^ As^CA^PTrrumageaa 
£S5S&A W Centeraand ^^Q- ^ 
teougbout the United States. ^^C^^Agf^^^^ 
adjudicate, and process passport applications; issue bassporte to tjtose detroned to be 
uSiti^natior^aXe o^erwise qualify and amend, extend, and. «didate 
paiprits in accordance with Title 22 of the Code df Federal ^aUO^[C^ The 
APCdsO personalizes, performs quality control, and mails a portion > of books/cards 
^u^^A^cs^C^ CA/PPT workload -^^^ 
passports m Fiscal Year 2006 and exceeded I&r^llron pasSpom mFY ^ In 
ShionTwC and CPC will ^participate inthe issuance of approximately 365,000 

overseas passports. 
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£23. Pass port Operation* 

The US Department of Slate, Bureau of Commkr Affairs* Passport Services 
Directorate operates the National Passport Center (NFC) in Portsmouth, NewHampshire, 
and the Charleston Passport Center (CPC) in Charleston, South Carolina, the New 
Orleans Passport Center (NOPC) in New Orleans, LA, and 14 Passport Agencies that are 
located in major cities throughout the United States, These Centers and Agencies process 
both Erst time and renewal passport applications. For a portion of adjudicated passport 
applications, the APC supports the personalization, Quality Control, and maijingof 
passport books/cards hi Hpt Springs;, Arkansas. 

CX&. The Government requires that thePassport Centers and Passport Agencies be 
fully staffed ac^Jrding,to the seasonal workload requirements of Passport Services. CPC 
and NPC currently issue 10,000 to 30,000. passports daily. Passport Agencies cnirrently 
issue from 150 to 6,500 passports daily. Staf5r# patterns will be adjusted seasonally to 
efficiently meet the quality standards and Output needs of the Government. 

TheNPC,the CPC, the NOPC, PassportAgcncies, Headquarters support offices 
and APC are staffed by DOS and Contractor employees. Contractor support ^ personnel 
perform duties in partnership with Government employees. Contractor employees are 
responsible for all functions of passport processing except thosedutfes designated by 
DOS, which must bp performed by Government employees. 

C2X4 Technology, processing is conducted through an automated electronic system 
known as Travel Document Issuance System (TDIS) mat operates flHri-eJatott each 
processing site, A wide Area Netwsfck (WAN) Imks sites together ajid enables remote 
queries to other agencies' issuance -systems. The most recent releasee* the system. 
TDIS-FD, is an open system based on Local Area Network (LAN) and W^™^ , 
technology. Using 'batch oriented' processing, applications are P^^/^^j 81 * 1 
^^frcmoLimciio^^tbcnt.L A full description of TD1S-PD appears m 

Sections C.4.2 6 and C.4.3.6.. 

CIAS A Glossary ttfPa*spSrtT^U>&, ^J^^l^olT^^ " 
Section CIO- Subsections CJ through C4J, and CS through C9J.*present the 
mandatory requirements for this contract; 
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DE^WTOOK/SPECIFICATIONS/STATEMENTOF WORK 
r.i SCOPE OF WOttK 

C3 1 The Contractor shall provide accessible and qualified management, production, 
and'oper^tional support personnel to perform the required work of the passport issuance 
proband to seamlessly transition from the current concactor to the fouowKjn 
contractor, wilhautan interruption or compromise in service productivity, timeliness, or 
quahtyfTaskl). 

C 32 The contractor shall provide sufficient operational support as determined by DOS 
to the Centers by processing passport apphcationsfioni treceipt togh the n?^«*of 
passport documents to applicants for the contract life The contractor shall n^ej^nal 
emergency staffing adjustments and provide up to 24- hours daily coverage as specified 
byDOSCTask2,6,and7). 

C33 The contractorshall provide operational support to the Passport Agencies by _ 
processing passport appUcatibhs to ^^aJ? 
contract life, as well as operational support to Headquarters support office and the APC 

(Task 3). 

C J 4 The contactor shall provide management support to assist wilt the development 
andmamtenimcedf^ 

topSnentotion and support the oversight of the facilities projects, nahanw.de (Taak *}. 

C3S Thec»ntra«wshalliKOvidetiau^ 
traimng(Task5). 

CJJ.i The contractor shall also be responsible for the efficient inanag*nent ofsupplies 
mcludii«iuonitcmh*s^ *f . fe ^ 

responsfriUb^ ^^tif^^fTask 
pSport Agencies in addition to those required by the C*qter*and Headquarters (Task 

8). 

7 The contractor may be tequiredto perform any task, not considered to be 
M * anyDOS Passport ^n-^^y^^^^ 

or at the direction of DOS. The center may b ^ iredt °^ZZ^^l 
future needs to include the addition of future sites, changes in technology, <*ang«5 m 
prSn&and/or the issuance of additional products, sendees, or documents (i.e., Smart 
cSoTwhieh Passport Services is assigned, and special project assistance as 
determihed by CA/PPT (C4.7, PossjbleTutureTasksVServices). 
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DESCRn*TION/SPEOaaCATIONS^TATEMENT OF WORK 
C4 TASKS 

To perform Tasks* as described in Sections C.4.1 through C.4.6, the contractor shall 
provide the following support services: 

Contractor Management 
Mail Open/Mail Out 
Image Capture 
Image Review 
Data Entry 
Data Management 

Cashier 

Support Sefvi^Arijqtfcative 

Bookprint/Cardprini , . „ , 

Quality Control 
Customer Service 
Administrative Support 
Secretarial 

Business process, support training 
Architectural Assistance . 
Procurement 

DOS Passport SpeciaUsts will retain responsibflity for the di^&nination of entitlement to 
a U.S. passport- 

To perform possible future tasks and services as described in Section C.4.7, the 
contractor shall provide the necessary support services to accomplish the task, upon 
designation and approval by the Managing Director of Passport Services or the Senior 
passport Operations Manager. 

CAJ TASK It $g AKRITTQN ANB START UP 
C.4.1.1 Scope of the Taslt 

Although the requirements arc typically uniform at the Centers a «^ as f 1(t ^ cie? ' 
thesizc and output of each agency vary significantly. Transition tern the current 
contractor to a new. contractor will be phased over aperiod of approximately 60 daysa 
detemtinedbyDOS. Task 1 provides the DOS whh the *"PP°^* Jt l *?J^^.^^ l ^ s t» 
incoming Contractor to e^t this transfer of operabon. Task 1 consists of ^*J*«*» 
described below. Once a new task is identified, the government will ^e ^ rpu^for 
proposal to allow the contractor to submit a cost and/or technical proposal which will be 
reviewed, negotiated and included into the contract. 
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C.4.1.2 Aconire Kno wled ge of Pa ssport Processing 

The DOS will brief the Ccmtraetor on the passpcrt processing functions and operations as 
mey are currently performed at'the Passport Agcftcies, Centers, and Headquarters. This 
Jcnowledge shall include the process flow and controls reporting. (including volumes and 
timings) of areasof responsibility performed, and the nature of the interfaces with DOS 
personnel lockbox provider®, and Other DOS organizational-elements. The DOS Will 
brief the Contractor about the information systems that supports passport processing. 

C.4.13 Transition Training 

The DOS and the current contractor will provide training on passport application 
processing and operations for Contractor supervisors and managers during the initial 
coirtract transition Tw\trairiing will be provided on 

site at the Passport Agencies, Headquarters support office, and Centers. After Aispenoo, 
iheCtatfa^shanbeiesp^^ ™V 
curriculum and portent of this training will be provided by DOS- The DOS will aadittest 
tm^tj^^^te^P^ Any chaugctetrainmg materials 
must he approved by the Regional Director Of the Passport Agencies,. Centers»or 
Headquarters Or his/her designee well m advance of any scheduled Wonm* The 
Regional Director at the Centers and at the Passport Agencies or then des l gnce, or mc 
Office Director or their designee at the Headquarters support office will be aymlableto 
respond to tminutg questions thaterise after the initial trammjg period. To support the 
transition phase of this contract, the contractor must .develop* detailed Trammg Plan lor 
aU transition employees that will include the following: 

• Newlure trauung for each passport operation 

• Anti-Fraud training 

• Customer service training 

• Internal controls training 

• TDIS-PD taming 

At the end of this contract, the Contractor will provide ctWract-specific modules of initial 
training to its successor. 

C.4.1.4 T^afaref Operations 

The efficient transfer of operations from the incumbent contractor to me successful 
offeror will require the development of a detailed Transition Plan to mclndethe 
Mowing: 

• Procedures fir security clearance application 

• Transfer of custody of Government Furnished Equipment (GFE) 
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• Detailed training manuals 

• Interna! controls plans 

- Transition staffing plan for the first eight months of operation 

» Procedure* for effectively managing seasonal workload rwnmements 

DOS will provide inpul and materials to support the contractus creation*^ 
manuals. 

CA.U5 Sehedrile, Mfleg fo n* and Reborta for Tasfr 1 
The follb'wing schedule is planned by the BDS: 



^tRgroNEC^I^TiQW PATE 



Incumbent Contactor's written submission of 
detailed Transition Plan 

Succeed^gColairractor initiates 
Transition Training Plan 

Contractor's security clearance 
procedures are complete 

DOS audit/testing of initial contractor training 

Initial contractor training is complete 

Final DOS auditAesting of initial oontractor 
Training 

Contractor begins processing all new 
Passport applications at 100% of volume 



10 calendar days after contract 
SWard date 

15 calendar days' after contract 
award date 

20 calendar day* after contract, 
award date . 

25 calendar days after contract 
award date. 

43 calendar days after contract 
award date. 

59 calendar days after contract 
award date. 

60 calendar days after contract 
award date. 



date. 



Task 1 enosar^rajtarnately i 

Dunn* the transition period, the Contractor shall submit a written progress report to the 
Sing Doctor of Passport Service, or the. Senior Passport Operations Manager and 
^SSS^S^^Sm business day of eac* > month to ™«n^ 
rn^th^Sties. The report shall describe, process and problems mthe areas of 
SSg^urity clearJ^s^training and efficiency andany otha : r^evant ^area. 
The coctocior shall submil a corrective action plan or problem areas stated m the 
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progress report. Throughout the transition period the contractor shall keep the Regional. 
Dir*ctor/COR or designee folly informed as to emerging issues that impact production 
goals. The contactor will provide the information in writing by the 5 business day of 
each month. 

C4.2 TASK 2/6/7 : CENTER OPERATIONAL SUPPO RT 
CAXl Senna of flifcTaak 

These tasks provide the DOS with the operational support needed to process passport 
applications rrtjinreeeipt totrtigh nwiling of ti^ r«asport book/Card to fa^hai^ttl 
NPC (Task 2), CPC (Task 6), and the New Orleans passport Center (NOPC) (Task 7). 
The Centers require the ability to operate multipkday and night shifts in support of their 
resttfcsMities* in the issuance of U-S. passports, Contractor suppdrt personnel hwfl _ be 
performing their duties alongside of Gcrvernrnent employees m the execution of their 
duties The Contractor shall organize personnel to process. thc passport appUcabons. 
Subsection CA2.2 of this sohratation describes ihe current orgamattioa. The CPC is 
undergoing a significant reorganization due to its transitioning role tn consideraUon of the 
cornmencement of operations at the APC. 

C.4A2 Center Qireurization 

The current organizational structure is comprised of both the positions outlined in C/UJ 
and any future positions that may be created. 

C.4.2J PQS Position* 

DOS will provide staffing for the following positions: 

• Director 

• Assistant Directors) 

« Adjudication Managers) 

• Fraud Prevention Managert>) 

• Passport Operations Officerts) 

• DOS Customer Service Manager 



• passport Specialists 

C4X3l1 The Regional Director is responsible for ansuring full and Proper 
implementation of all requircrneritsof fecffftiot for their agency/center The ^stant 
Sonal Directoris an expert in adjudication: and passport operations, with all DOS 
adjudication and fraud personnel reporting to him/her. 
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CM 34 Adjudication Managers) manages, directs arid oversee* fhe activities of the 
Supervisory Passport Specialists and the Passport "Specialists whose authorities jnchjde 
the final issuing authority on a|I passport issuance and denial. 

C 4 2.3.3 The Fraud Prevention ManagerCs) maintains continuous oversight of 
operatioos tQ ensure that efforts to obtain fraudulent passports are piornptty identified and 
that swift and appropriate action is taken. 

C,4-2.4 Training 

Technological changes and tte . 
necessitates continuous training. The contractor must provide for training under the 
following circumstances; 

• New hire training for each passport operation staffed by contract personnel 

• Refresher training for continuing employees 

• Additional training, as approved by &° COR 

The following training must be provided: 
■ Privacy Act R^mrernents 

The curriculum and content of all training, programs should be approved by the Director 
or Assistant Director 30 daysprior to the start of such training. The Director or hi &ber 
designee Will audit/test participants of trahu^ programs to evaluate the success o* toe 
curriculum.- 

C.4XS Contractor Sop^vfaorv and AdminwtratfyeySopp nrt Staffing 

factor's Otteratf ^ Manager (KEY! - shallbc dedicated to the manag^ent of all 
aspects of wartractor-provided support serves and ensures * e flow tf<*^*\ 
be-all eoriti^w-s^edposjnons. Provides daily feedback on v«ikflow an^ibrre 
projections to the Regional Director arid Assistant Regional Director. Supports DOS in 
ongoing studies and evaluations. 



^ r t^«iv fe Officer (KEY)- shall manage ah* functions «^ 
I ordering supplies for the Centers. M iritnu^and rnan^^ 
(timcsheets, security forrns, inventory, recruisition^urchase. orders, etc.7. 
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■i 

Processing Secfi m f Manager (KEY) - Shall monitor processing, workflow, including 
majl open, cashier, bookprint/cardprint, quality control, final mail out and issued, 
applications control, determine staffing needs, and review and adjust production levels, 
Additionally, he/she is responsible for issuing (assigning) and resolving: afl blank passport 
books/cards fttan/to the vault on a daily basis. 

Passport Processing Supervisor - responsible for all ronetions related to mail open, 
image capture, pnage review, cashiering, book print/card print, and quality control. 

PaasportSuppo " Appelate Sn pervhorfs) - provides direct support, training, and 
guidance to Passport Support Associate team members. Shall assist in the daily 
preparation, documentation, suspension, inspection, tod flow of passport applications 
utagh the production process. Shall possess the knpwJeda* and skills necessary to 
provide appropriate ongoing training in these areas to team members. 

P.«„nrt Support A ««*M.t« -T-evell fPmcessing, - Shall r^otm various clerical and 
re«nrivemanttal.6mctions in mail open.data entry, image review, bode prn^ard pnnt, 
and quality coairoJ. Additional tasks may include searching, sorting, tiling, and other 
miscellaneous admmistrativetunctions. 

P«asmirt SaPOo " A^ririate - Level n ffroceMing/^^tomer Service Sopjort).- 
sS perform various dericd and repetitive manual functions in book print/card print, 
quality control, searching, correspondence, preparation of appMcations, and 
ntiscellaneous administranye functions. 

P^pnrt SiippOrt - * evel IIT (Ponnrilmt Preparationy Shall perfeim 
accounting funX£ and prepare Ici£ reports, and specialized ^nondence. 
Reviews anphcanbns, performs suspense functions, provides support to passport 
specialiStTin hold removal cases, resolves data correction issues, conducts research, 
correspondence, and telephone support, and Other rniscdlaneous duties. 

P^rt Support A r"™** - 1 CTd 1V f AdmdicaWeusiiimer tartftc ' 
M review and prepare notes on all types of documentation and passport apphcawns, 
perform adjudicative Tsuppprt functions, including suspense and customer «*»^* 
Eons, Cction Stations, and shall provide feedback on iW^j^nd 
r^cr passport issue, to the DOS Passport Specialists. ShaU prev.de ether ^juA^vc 
^s^r*ndli^ 

other agencies, customer support in areas of the telephone, suspense letters ^ apphcant 
re^t SXpro^Tect support* all Passport Ag-cies requiring ha.sonw.th 
Centers and the national call center and other Federal Agencies. 
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Anti-Fraud Clerical Assistant - shall assist Ihe FPM in clerical and administrative work 
relating to the Fraud Ptevcntion Manager. This includes assistance with arm-fraud 
timing irjaterials, processing application refensls, correspemdence, verifications, tod 
rwponse to telephrae and writw inquiries, 

r^^irrSnnervisorffl - shall plan and direct activities of the cashier office. Verifies and 
reconciles fees collected. Prepares reports of cashier activities. 

Cflshieijs) - shall review and balebfieW applications in mail Open batches. Will review 
all acceptable fb*ms of fees. Will perform routine cashier duties (e^., records the 
amounts and types of monies and Verifies that fees matched application type?) and 
balance all batches brought to the department 

S^retar vfrl-Leven - shall provide soWfijrfrative support for ^.Contractor 
Operations Manager. Will maintain files, reports and attendance records. 

Sec retary fofr - Level IT - sfcattprovide adrnmistrauve support for the, Director and 
Assistant Director. Will maintain files, reports and attendance records. 

Workflow Fn »«n Tteceint Thrnugb Mailing 

This subsection describes the current workflow from receipt ofthe^ppHcatipn ftrougb 
tbe actual mailing of the passport book/card to thejippoeaut T^ w oric£owaDd 
procedurcs may be modifiedfrom time to time at me Government s discretion. The ATC 
will be available for a portion of fee workload personalization, Quality Control, and 
mailing. 

C.4.2.6.1 T^rfnt of Applications 

Most passport appUcations. will he received from a lockbox Ttese f^P^^y 
rnafaSby the lockbox in Culver City, California and NcW Castle. Delaware, but 

SvUjJLsandlo^ ^t^T^^^ST 
to the lockbox by appl icants who qualify to use the Renewal by Mad form D S-82 or 
mailed from various U.S. Post Offices, State and Federal Courts, and pubhc libraries 
v^cifcavebeeidesignated.*^ thesej^sport appl»cattpns are 

executed mfrombflr^acc^u^ 

citizenship after the agent has noted the identification documents presented by the 
applicant. 

The amount of applications sent each day from the lockbox will vary seasonally but may 
range anywhere from jusi 'a ftw hundred to veil over 25,000. 
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Figore C.4.2-2. Sample Workflow Process 
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Each shipping box vrill consist of the applications, the accounting reppruind deposit 
slips foriees collected. The applications will have btocodes attached and the data entry 
function will havealireaay been performed.' Datafbr each application w»n be 
electronically transferred to the Centers or other designated ate from the lockbox. 

Maa ppcn/MailOut 

Passport applications inay be received electronically or via courier from a lockbox 
proving site. When the boxes of applications from the lockbox arrive at the 
Sgency/center, thcMajl Open Supervisor will account for tte dehvery by vmfymg fltot 
the number of boxes matches the tracking slip the. courier presents, and then verify Jfoat 
applications are received. Discrepancies will rx ta^tery brought to^Cash^s 
action. The Cashier will report the discrepancy to the If^PJ^J* ™ ft no 
Zen dark will prepare an accuracy report and give it to the JVf ad Open SuperVi soxalong 
XV lodchoSi -eluding deposit slips. ^' G ^^^^c 
verify the accuracy of the clerk's ttpflrts against the locJd»x^rts. M*^** 
submitted to the Cashier Supervisor who creates a monthly venficatooA report that ts sent 
to Passport Services Headquarters. 

The Mail Open Supervisor wOl download the Electron!* Data J^^J^^^ 
the TD1S-PD system. Mail Open Clerks will asmove tb* application? from Ac <»Vn«r 
to^and prX theaptf cations for batching. The Mail Open CI^ whobatch« 
w onto the TDIS-PD system using his/her employee ID number ^P*f^J*V 
batch bttx barcode will hewamfed into the traces system. 0**: ^^^SSf? 
Z apphcalions and batch bo*es may also be physicahy entered Via ^ybo&L) 
Anions are stntedtoto Routine or Exj^te batches. 

thatch boxes<tvpicaUy 20-30 applications per batch) and labeled to mdjoate Routine 
^EStT^S /coding system determined by tpe agency/center vvbich may include 
Z^Ax^l^o^cnMfi^). The Mail Open Clerk will batd .the 
Expedite applications first and move the Expedite batches to the next P^* ?*F < 
bSatdT Applications are menscanned, which captures. each armheatnm sbarcode 
number and an image of the photograph attached to tbeajtohcatan. 

rfanapplication's efectromc d^ 

Mail Opn Supervisor will contact the lockbox customer ^^"J^^ 
distneXcywhhlhe electronic data transfer. Ifanapphcab ^^^^f^** 
h,cktax(S«e is no electronic file and thepaymeht is still attached but there is na 
Scode\ S be cashiered, bar coded and the data entered at the ageney/cen.er Each 

Sentified * each processing v^rkstationby W fe ^"^J 
batch box. Batch box numbers may be reused after, an enure. batch has completed 

processing. 
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Applications received by direct mail or walk-to are-processed by the agency/Center with 
ho support fh?m the lockbox The mail clerk will adhcfe a barcode label then mute 
batches to thecashierfor processing. 

Mail Open Clerks are also responsible for applicant response mail. Utter 
correspondence is opened, sorted and delivered to the appropriate Section in die 
acericy/center. To ensure accountability, all search requests for applications in the rnaU 
open area will be conducted by Mail Open Clerks who are then responsible for verifying 
that all applications removed from the mail open area has teen previousry accounted for 
in the reconciliation process. 

As a last step, mail open clerks will collect, package, label, and forward all issued 
applications after they have been '^Prismed* to the Records Division in Washington, D.C 

A Mail Out function will also be necessary due to the method workload supplied to. APC. 
Passport applicants originating at agencies/Centers will have the associated evidence 
docutnerrtation (birth certificates, and other information determined necessary tobe 
supplied ^applicants) mailed. Separately from the aetua! passports/buds processed 
through APC 

C;4 Casnier 

The cashier will prepare System-generated weekly** mow^repoftsof casluet 
acuwtiesafldwiUgiveflira The Supervisory Cashier 

will submit these reports to Passport Services Headquarters after the reports are approved 
bv the Director or designated DOS manager.. For the small percent of direct receipt 
applications (not received from the lockbox), and for any applications with fees not 
Accessed by the lockbox, the cashier will record the amountand type (e.g., personal 
check, traveler's check, postal money order, etc;) on the application and verify that the 
nw^m^m'i^r^afm^Mat^ Letters requesting the proper amount 
Imte&toipjBaulM^tom*** Applications with incorrect fees will be 
suspended until the proper fee is received. The Cashier will prepare a daily depos* of. all 
fees collected. The daily deposit will be made into a DOS^gnated bankand w,Ube 
physically collected by a DOS-designated employee of an armored vehicle service, _The 
cashier is responsible for obtaining a signature, from the person coUecung toe deposnm 

the cashier with photographic identification and a wrrtten list of all armored vehicle 



The cashier will prepare telly and monthly reports of these activities and will include the 
deposit slips with the report. 



UNCLASSIFIED 



UNCLASSIFIED 



SECTION C 

r>ESCRJFnON/SPECJFICAT10NS/St ATEMENT OF WORK 

Using the Electronic Check Processing (ECt) system, the cashier W& report checkfcthat 
arc returned for insufficient funds or are otherwise can't be processed, and send 
collection letters to those custorners. Ifafttf30 days,apayiftei«ha™'t btfe«recttved,tne 
Supervisory Cashier will list the names and biographical information onto an 
u nncoUectibJe , ' list that is forwarded to Passport Services Headquarters. 

C.4.2-6.4 fmaee Capture 

At Image Capture, batchea applications are scanned. DOS currently uses an h^eTrac 
scanner but other systems may be introduced in the future. Applications, are fed «ntp the 
scanner, the barcode reader on me machine leads the apphcation numbers, and a camera 
captures the images of the photographs attached to the applications. The images are 
displayed on a computer screen for review, aUowing the operators to i^an the 
apJlicationOO if the images} are not properly captured. This process has d^been 
performed on lockbox batched applications at the Mail Open process described m Section 
CA2.6.2. 

Image Review 

At Image Review, batches are opened in the system and then, a photo gallery is presented 
on ttewmputer screen. At this stage of me process, phc^^ 
that all qf the images were accurately captured and cropped. If an unag* xsur^sabJe, a 
new image is captured utilizing a desktop scanner. 

C42.6.6 ttntrv fNnn-lockboxl 

Upon receipt from the Cashier, ife? m m3^*>^^^ l * an * 
errrployee identififiation number and password abd log into the system by wandmg the 
barcoded batch number located on the processing box. 

For applications reeled by direct n^^^^ 

Assoctete sbaUt^meap^ican^ name, ^.^;/^ a ^ Z ^ we data 
infonnationfrorn the application onto a predetermined Gentry screen. Affethedato 
have been entered and verified for accuracy, the E>aia Entry Clerk shall log out &e batch 
Sb^ 

Arfjiirtfotion Sunport 

The Government Passport Specialists shall haveWe ^^^^^ 
into adjudication decision to issue, suspend and/br deny P^^^ 1 ^ Pf- (e 
Government Passport specialists shall review all aspects of the application and abdicate 
and suspend or approve all passport applications received. 
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The Contractor shall provide the services of an Anti-Fraud Assistant to assist the 
Government Fraud Prevention Manager who will review any applications: or activity 
identified as having fraud elements. 

C.4.2;6.9 ritsfomer Service Section R esponsibilities 

The Contractor Passport Support Associates, have three distinct areas of responsibility 
within the Customer Service section. These responsibilities are telephone inquiry, 
applicant response, and search function. Each responsibility is located within a section 
and requires a specific set of task-related skills. Each Passport Support Associate will 
have specific training and sound working knowledge of the TD1S-PD system for each 
customer semq^specJfic section. These three sections are described as follows: 

Telephone Inquiry - The Passport Support Associates for ibis section will handle any 
applicant calls, Which have not been satisfceforfly resolved by the National Call Center. 
They will have at thorough working knowledge of all phone fcaW ^^2S?S» 
ACW transfer, etc.), and a comprehensive working knowledge of the TDIS-PD text 
update capabilities or other programs introduced fortius function. Additionally, they 
must he proficient in IRL and suspense letter codes to update appropriate text fields. 
Each assigned Passport Support Associate is responsible for rttoIvrng appUcant jnMms 
and concerns and understanding and implementing the Privacy Act (5 U.S C.552a). They 
must also initiate any expedite or express mail requests. Unresolved complex and 
problem cases and issue? will be immeoiately referred to the assigned Passport Specialist 
for action and resolution. Finally. Passport Support Associates will efrkiently respond to 
Aeency, Center, national call center, Acceptance Agent, o r Headquarters inquines or 
taxes, ernails,letters,and>alls: Tbeywill also perform related tasks a*de«agnatedby 
DOS in the future. 

Applicant Response - The Passport Support Associates assigned tp p^rmApplicant 
Response function will sort and ^niaftAal] apphcamiesponsestomelRL ssenlto 
applicants. They will collect and distribute mail and assemble applicant responses for the 
adjudication team members. They are also responsible for batcrn^ all re^try 
applications and for filing and. retrieval of all suspense applications as will relatedtasks 
as designated by DOS in the. future. 

Search Function - The Passport Support Associates will also be responsible for 
performing all search requirements. This include* supporting the telephone inquiry 
Passport Support Associate, attaching express mail requests, matcrung do^nentsfcr re- 
entryV and Expedite Fee (EF) requests and related tasks as designated by DOS mtbe 
future. The Associates that perform the ^^^^^^^^ 
removing these applications from their current batches and for EF functions including re- 

"Tssues, refunds, checks after the Quality Control (QC) function, purge 
letters, and abandons. 
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C.42.6AQ Btfpfrnriot/Cardprtot 

A1 the bookprint area, the authorized bookprint operator shall log into the system by 
entering his/her employee identification number and password. AUof the information 
contained in fee electronic application file in the system is reprodueed onto a passport 
book. The operator shall ensure that the data to be printed in j^pnrt hooks matches the 
data approved on the passport applications, the employee operates three or four book 
printers simultaneously. The operator scans the barcode label (to totter the application 
number), the passport book number, and the printer being used. The passport book* are 
physically placed inside of the printer, where the passport data and photo image are then 
transferred^^ The bookprint o^aator shafl 

log out the batch number 0 n the system so the next processing station can gain access to 
the batch. Future operational change will include the book print operator pulling 
armlicatiohs from me Remote Issuancc.database queue, as well as the Overseas Photo- 
D^garion Passport^* Bookprint operators will be irain^ onjipw tojpnnt and 
pmwsssPASS cards and canswap between bookprint and PASS card print during any 
given single work shift. 

Atthecardpimtarea,tlieaw^^^ . 
entering his/her employee identification number and password. Some of the information 
contained in the electronic application file in the system is reproduced onto apassport 
card The operator shall ensure thai the data to beprujted in passport cards matches tne_ 
data apornved on th* passport card applications. The employee can operate several card 

Tteermoloyeemake^sure all cards do not get jammed In the rnachme and if so, corrects 
the problem. The employee replaces card stock, ribbons* ink, and all other caid pnnter 
machinetewurces so flat the card printer maintain Hie hourly ^^°^^^ nn 
employee assures that printed cards flow smoothly down to the Quality Control Sertioju 
TteCSrdprint operator shall logmebegnmingcaMnurnber pnd the errf card nurab«. The 
employee shall be responsibletor 100 percent of aU card issued during .his/her shift. 
Thi r employee will operator card production VIA the te^namfr^VW. as 
Well as the Overseas Photo-Dfeitigatipn Passport queue. Orient operrtcn^wiu be 
trained on howtoprint and process PASS eante and can swap between bOokpTmt and 
PASS card print during any given single work shift. 

C.4.2.6.11 Quality Cdiit ^f fOQ «°d Mail Out 

The Contractor shall recognize that QC during thiiphase of passport production is vital 
to ensure correct data is personalized on eacfr book/card. 

The Passport Support Associate shall log into thesystem by entering , his^er employee 
X^^Xte^P*™*^ wandingtbebar-codedbatch number located on 
u^ processing. box. The Passport Support Associate shall; 
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Insert the assembled passport into the OCR reader; 

Review passport data and print any endorsements using an endorsement printer; 
Reject the passpdrt if it cannot be wad and send it back to BqQkprint/Cardprint; 
Check address on the screen for accuracy; 

Print the systero^cmerated label and affix it tribe appropriate envelope; 

Insert passport and other documents into the envelope; 

Prepare all mail for USPS Priority shipping unless, otherwise- required; 

Prepared! express mail deliveries; 

Prepare all registered mail and deliver to the Post Office; 

Prepare certified mail; 

Affix all postage required using the Paragon majlmgeqmrmient; and 

Be responsible for'filing and rnaintaining the issued applicators while still on-site. 

Passport hooksAards that have been printed, but not mailed ont, shall be «^ f "« ( *f 
sWg room at the close of each business day. The PasspOrt Support Ass ^ate shall og 
oiitahd dose the batch number on the system so the batch number «m> reused. (At the 
APC, alternative numbering systems may be developed as all work arrivfcs remotely^ 
The Associate shall file the applications hy mail-out date and batch number, and ship 
eompfeted files to a designated location between one and 45 workdays - as necessary. 

PASSCards will beproeessed in the same manner asbockprinVcardprint, but only require 
the smaller Priority Mail envelope. 

C4J.6.12 F^ceations 

The Exceptions Section shall: 

Log the applications flagged by Namecheek; 

Return applications to &e Government Passport Specialists; and 

Return "cleared" • cases tb bwk^rint/cardprmt. 

Clearance to issue hold cases will be obtained from appropriate DOS 

Washington, DC. In order lo expedite the rnailii^ out process, the Ccoitr^shaU batch 

Exceptions separately. 

C.4 JUJ p «» port Record * Tnfnrmation System Management (PRISM) 

The enntractor shall be responsible for utilizing the Passport Records Infomation System 
v£^v£m electronic storage system. SihceAprU 1999,all iss^p^port 
are entered (scanned) into this system, which allows for applications w!th 
photographs to be. viewed. 
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CA.1A Workload 
CA2.8.1 Estim ated Workload 

The Omnactor shall recognize thai, due to the seasonal demands for passport services, 
there will be "peaks and valleys'* in the workload. The DOS identifies the; r*ak-season to 
be during tbc months of January, through August; November a»d December are typically 
lowest months. The DOS estimates that during peak months, JOJKKKo ™*} ov " 
25 000 passport applications wfll be processed each day. This Work will beam* of first 
timeapiuieatiorA^rew^ applications transferred from other passport regions by the 
lockbox at the request of Passport Services Headquarters: 

CA3 TASK 3 ; ACTNrT AND H^ nOlIARtERS OJPFH ATTONAL SUPPORT 
C.ii3Ll Scone of the Task 

The Contractor shall provide the clerical and operational support needed: (1) to process 
passport applications from receipt through mailing of the documents * «#<v^ «T 
I^tanaVorf^ t 
xnanagement functions jst Headquarters; and (3) for administrative ^dpro^am support at 
Headquarters at the request of the Managing Director or the Senior Passport Operations 
Manager of Passport Service* 

For passport application processing, the nUtoberof employees shall be determined on a 
site.by-site basis* due to the variances, in workload among the md! vidua) passport 
agencies, as well as the fluctuations in workload caused by seasonal demand and other 
influences or trends affecting increases or decreases m production leqUircments. The 
numberof passportsthe current 14 individual agencies produce vanes significantly 
ac^rding Sgionai responsibility, size of ^ Workload tracers asweU as a 
host of other reasons and may range. between 90,000 to over 2 nulbon m issuance 
aSy a^Tven agency In Virion, the possible attrition ^of lo^-^ C^vetnment 
S^per^gXiar duties and fimctions may affect the need for additional 
contractor staff. 

Contractor support personnel will be performing their duties alongside ^fff^ 
Soyees inSe eS» of their duties. The contractor ^ perform all 
c^tyreviewitO ensure that the stands of quality of completed ^k-e manned. 
Furthermore, the Contractor shall conform to Government requirements 
agSrt any fraudulent activities in the production and processing of a passport book/cari 

For the Headquarters' records management functions^the responsible office located in 
Division (CA#PT/T0/RS). Here, a variety of ftnetmns are performed in order to - 
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initiate, update, and maintain Passport Services documents add records through 
automated means. 

The Office of Technical Operations Records Services Division (CA/PPTTCWIS) 
nerfenns a wide range of responsibilities in support of the mission of Passport Services. 
These duties indnde, but arc not limited to* the topics noted in the following paragraphs. 

The Records Retrieval Branch fTO/RS/RR) ope^ the following sections: 

Manual Records . . 

. Researches &d nils Written, electronic, and telephone inquires via applicable ^systems 
such as the Original Trackirig Mormanon System (OTIS) requests for Consular 
Reports of Birth Abroad (CRBA), Passport Lookout records, and Passport 
Applications and related awresriondence 

• Performs refinement services (debarments related to unissued passport records and 
other correspondence) in preparation for records retirement 

Clearance 

• Research and clear passport holds 

• Liaison with the United States atjzenship and Immigration Services to verify 
Certificates of Nararahzation 

• Liaison with the Department 0 f Health and Human Services regarding Parental 

Respoiwbility issues 

• Responsible for protocol cheeks 

- Enters all repatriation loan debtors info the Department's lookout system 

• Liaison wilh fee Department's Resource Management Office tin the reparation loan 
debt program 

Consular Lost md Stolen Passports (CLASP) . , . i^rs 

. Responds^ inquiries levied by Department personnel, U.S.G. 

public, intecnatienal partnera and law enforcement agencies regarding lost andstolerr 



. Snouts lost and stolen data into the Consular Lost And Stolen Passport system 

. pWslosiand.Soto 

national data base and updates the Case Tracking System 
. Responsible for the destruction of recovered passport books/cards 

• Liaison with Customs and Border Protection 

The Records Processing Branch (TG/RS/RP) operates the following sections: 
Vital Records 

• Amends or replaces CRBAs (FS-24Q) 

• Issues Certifications of Birtb (DS-1350) 
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• Issues Reports of Death (0F-18O) 

• Issues Certificates of Witness.to Marriage 

• Issues Panama Canal Zone Birth and Death Certificates 

. Processes all payments for documents and certifications for passport records received 
by both Retard Services and Law Enforcement Liaison 

Automated Records . 

• Digitally scans passport applications for PRISM for overseas posts. Onan a^hoc 
basis scans passport applications for. individual Passport Agencies and Centers. 

. Data enters wul tfgjtallys^ 

Records Reporting System (VRRS) _ . 

. Data enters, performs quality assurance functions, and digitally scans Panama Canal 

Zone Birth Certificates 

• Data enters, performs quality assurance functions, and digitally scans ether consular 
forms and documents as identified by Records Services 

Quality Assurance 

» Facilitates the integration of data into Passport databases 

• Ensues record integrity in Passport databases 

• Reviews and corrects discrepancies- in Multiple Document PRISM records 

• Reviews and corrects errors in historical passport jecorus 

The contractor, in consultation with the Regional Director or Office Manager or their 
designate, will pr evade taming and direction on.site. 

NOTE: The APC Will be utilizing a separate new Quality Cunlrol Program ^^jjj* 
Sigma to identify shortfalls in system process and correct these to increase productivity. 

C.432 A^ncv and H^dqnarters Support Organization 

The Passport Agencies may differ somewhat inorgartizanonal structure, but generally 
utilize the positions identified in CA2. 

Figure C.4.1-1 represents theorgibuffluenal structure for Headquarters Support, 
CA/PPTVTO. 

C4.3.3 DOS Positions 

Pafe ^nrt Agencies 

The DOS will provide staffing at the Passport Agencies that are typically the following 
positions: 
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■ Regional Director 

• Assistant Regjcmal Direstor 

• Adjudication Managers) 

m Fraud Prevention Manager<s) 

• DOS Customer Service Managers) 

• Operations Officers) 

• Supervisory Passport Specialist Managers 

• DOS Administrative A^siant 

• Passport, Specialists. 



• Operations Officers 

• Program Analysts 

• Paralegal Specialists 

• Supervisory Passport Specialists 

• Passport Specialists 

• Atitherrfication Assistants 

The APCwill be started \yithiftfrMowing po^tioijs: 

• Regional Director (day shift) (COR) 
Assistant Regional Director (second shift) 

• Operations Specialists 



the final decision-making on all passport issuance a 
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C 433.3 The Fraud Prevention Manager will maintain, continuous oversight pf 
operations to ensure that efforts to obtain fraudulent passports are identified and that 
appropriate.actipn is taken. 

c 433.4 The Office Director will be responsible for ensuring full and proper 
implementation bf^ll requirements of the contract at Headquarters support. The Office. 
Director or designee will be an expert intheHeadquarters.supr^operatiori&w t tnan 
DOS support personnel reporting to him/her. 

C.43.4 Training 

Technological changes and the seaspnaL nature of the work in Passport Services 
necessitate continuous training. The contractor must provide for framing under the 
.following circumstances: 

• New Wre training for each passport operation 

• Refresher training for continuing employees 

• Cashier training, a* required by the Ri^or^ Director 
. AdmWtal trainmg, a&ajm^^ 

• The APC will utilize * separate CLIN for training requests 

The corrector may be' asked to develop and maintain training materials in support of 
PPT's judication, Fraud, and Customer Service programs; ar^Tnay deliver training to 
^^c^gdverrJnent staff at ptssport agencies nationwide for the National Trammg 
Program andsirnilar training initiatives. 

The following training must be provided: 

■ Privacy Act Requiiements 

Thecurriculum and content of all training programs must be approved Well i* advance pf 

the Regional DtreCtor of Assistant ^JSf ^ 

prior to Jc^taticl The Regional Doctor or hiVherd^gnee Will audit/test 
^^^ftaAnin SVmg ^tot^^t success of the curnoulum. 

C.43.5 r W r»tr a et 0 rSapf^^^dAdmiwi5trativeyS uppMSfa^S 

C.4J5.1 Agency Staffing 

Due to individual facility workload,- production types and levels, and office structure, the 
requirement for and quantity of staff will vary at each site. 
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Import Proces so r SnOTrvwor /Team Leader - shall provide dirett^ppeaV twnu» 
and guidance to PassporrSupports Associates. Shall monitor processing workflow 
including mail open, image capture, image review, cashier, bookprint/cardprint, <paUty 
control, mail out and issued applicatiorrecontnti. Shall possess the knowledge jwdstolis 
necessary to provide appropriate ongoing mentoring and training in these areas to team 
members.., 

p a * port Support A^odate - Level I - shaU perform varioiis clerical and repetitive 
manual fonctionsin mail open; image capture, image review, date entry, 
bookprim/cardprint, and quality control. Additional tasks may include searching, sorting, 
filing perfornting mailing functions, operating various office equipment, and other 
miscellaneous, administrative functions. 

Pattmnrt Supixw* Awocfete - Level II - shall perfoim various clerical fuiKtions to 
include generation of applicant corRsspbndence form letters, answering customer 
telephone call J and e-mail requests fc* information, searching, sorting, filing, and other 
miscellaneous administrative and communications functions. Shall also perform clerical 
and repetitive manual functions in mail open, irhagfe capture, image review, data entry, 
bookprint/cardprint, and quality control. 

Anti-Vraud Clerical Assistant - shall assist the FPM in clerical and admin^ratiw work 
relating to the Fraud Prevention Manager. This includes assistance with anti-fraud 
training materials, pressing application referrals, correspondence, verifications, and 
response to telephone and written inquiries. 

C««hter Supervisor - shall plan and direct activities of the cashier office. Verifies and 
reconciles fees collected, Prep&res reports of cashier activities 

Cashier - shall review and batch new applications in mail open batches. Will "™ewjll 
aceenmble forms of fees. Will perform routine cashier duties (eg., records the amounts 
and type* of monies and verify that fees matched application types) and balance all 
batches brought 'to the department. 

Secretary - shall provide administrative support for the Agency Director. Will maintain 
fifes, reports and attendance records. 

C.4JJJ5.2 Tlftgdanarfer * Supinnrt Staffing 

tv-<- ^^p^^Sneci.list«EY)>ahall momtwme^du^ ^tr^of data 
files and records pertaming to popart and consular activity submrtted by domestic 
nassnort aeeiicies and consular facilities, abroad to Washington to ensure proper 

the submitted data files to establish cOnCCt and proper uploadmg to appropriate Passport. 
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Services databases. Will reconcile any processing enoraor decencies identified in the 
data submissions or in the uploads to the databases. Will ptrfotm reuliftR MISM data 
management functions. Shall assist in the development of programs and urterfeces 
designed to enhance or augment Passport Services -automated data management systems. 
ShalLrccomrnend system improv^ts/enhantemeDte that will autormte, to the extent 
possible^ trahS^ 

mi, A^^ntSimervisor- Provides daily leadership, framing, and technical guidance to 
team leaders and up to 10 regular contract employees. Ensures compliance with 
alignments in accordance with estahjished production standards. Monitors ,ndmdUHl 
and team performances. Sttoervise&team leaders. Handles all r^onnej adirurn^rive 
issues. Takes appropriate action to resolve office equipment issues. IWies production 
re^ to Government managp^ Serves as on-site contractor limson w,th 

C^vernmetit management. Detailed duties and performance standards commensurate 
with OS-9 level Government employee. 

M^fiftfrnt Team Leader - shall provide daily leadership, training and technical 
gm^for up to five contract empJbyees forming same general duties. Shall ensure 
Sam compliance assignments in accordance with established production standards 
Monitorsurfividiudpe^^ Provides production reports to 

Supervisor and/or Government manager as required. Assists in team production as 
warranted. 

Detailed duties and perfofmance/producdon standards conurren&ur ate with GS-7 level 
Government employee. 

Fil e Assistant - Sorts, files, and retrieves various documents ar^jecoids maintained by 
PassportServicea. Reviews scanned^eecrds for image l^ 1 ^^ 1 ^^ 
acccmcy- makes sdjustments/correctionVre-scans as necessary. Opens and processes 
incoming mail, enters and updates retards in computer ease ^^^^S^ 
pre-packaged informational responses, prepares mailings, 

entry functions in connection with the Vital Records R^rtmg Sy^ <V**S). 
Pmvides oroduction reports to Team Leader as required. Detailed dunes ana 
^Z^^^^^Lun^t, withGS* level Ooyerr^t employee. 

t?ilf- A^hf »t /Par P^parttf Mfflctowitta - Prepares passport mdcorumlar 

^VatL» ^^ ^^^^^^^^^ 

records Provides production reports to Team Leader as required. Detailed duties ana 
^^^Zn^^mm^c witbGJW level Government employee. 

Secretary - provides administrative support for Headquarters support offices. WR1 
maintain riles, report* and attendance records. 
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C.43.6 Workflow From Receipt T hrongh Mailing 

This subsection describes foe current workflow from receipt of the application through 
the, actual mailing of the passport book/card to the applicant All functions are per&rmed 
utilizing TDIS-PD and various office equipment. The workflow and procedures may be 
. modified from time to time at the Government 1 s discretion. 

Figure C4.3-1. Officeof Technical Operations (CA/PPT/TO) 
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C.4.3.6.1 Hetpipt of Application* 

Most passport applications will be received via courier from a lockbox presendy 
maintained by the lockbox. The lockbox typically receives . 
various U S. Post Offices and State and Federal courts and other designated acceptance 
facilities. The passport applications are executed in W of the ac^ptanc* «J* "* 
sent tb the iockboxalong with evidence ^^^^^'^f'^t 
identtfeabWoeomer^ ApplK^or^area^rnwlcd 
directly to the Passport Agencies by applicants, while others are executed, hand earned, 
and accepted at Passport Agency public counters. 

The amount of applications sent each day from the lockbpxwi|J vary seasonally but r&ay 
rang* W20Q to oyer 25,000 at a ttme to the individual Passport Agencies. 
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CA3.62 Mail Onen/Mai] Out 

Applications received from the lockbox arrive in shipping boxes consisting of the 
applications, ihe accounting report, end deposit dips Tor fee? opllescted. These, 
3icafions Will have barcodes attached and the cashiering (In most case^-and data entry 
inactions Will have already been performed. Corresponding date far-each appJ^^ » 
electronically transferred to the Passport Agencies . from The lockbox via the DOS WAN 
once the applications arrive at the individual Agencies. 

When the lockbqx shipping, boxes ^vc^^^f™***^ 
the applicflrions ate included and that all fees, collected and deposited by the bahkf or the 
suhaSedapptications, are in balance, All reports and documentation are provided to tpc 
Cajdiier Supervisor for Ms/her action/disposition. Any discrepancy in the verification 
documents will be immediately brought to. the MerV attention, who will then contact 
the lockbox to resolve the issue. 

The Electronic Date Transfer information is downloaded into the TDIS^PD System. The 
applications are sorted by delivery type, prec^ce/departure date, ^expedite status. 
The sorted applications are placed into batch boxes (typically between2D-30 applications 
per batch) that have been bar-coded and labeled to indicate precedence (uarig a coding 
^temdetermined by each Passport Agency that may include colored suckers or fa*d S ). 
Applications are scanned through thelmageTrac scanner, which captures each 
application number and an imageof the photograph attached to each application. 

The beginniflg process differs for applications that are not received through 
received vialteetmail or the public counter). For maU-mapj>hcat^ road isrec^ved 
and opened, applications assorted according to delivery type, preced^departure 
dWand^Ste status, bar-COded, and pl**d mto bathed batch boxes. For 
apP^oations^ived atthepubUc.cpunter, Mail Oj^and Casher rtocUonsere 
combined into one function, and are explained in Section C .4.3.63. 

Mail open clerks shall also be responsible for the applicant response m ^ J^pan** 
recmedftom applicants will be opened, sorted and delivered to tbctr appropriate Section 
in the Agency. 

Generally, mail received at any Passport Agency is routed through Mail Open prior to 
appropriate distribution. 

A Mail Out function will also be necessary due to the method workload is supplied to 

APC P*^an^ , 
e^Lce^nStion (birth certifiSes and other irunrmationdeterrnm^ to 
bTSed^p^) mailed separately from thcaetual passports/cards processed 

through APC. 
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C.4J.6.3 Cashier 

Cashering employees** responsible for the collection tod recording e-f all fees (cash, 
credit card transactions, personal Checks, travelers checks, and Money orders) fcr mail-in 
applications. For counter applications, Mail Open and Cashier functions are atoned 
Zto one function. Applications not processed at the lockbox are bar-coded, sorted 
^XBto delivery t^pe. (routine or expedite mail or WiU Call) and bached by the 
Cashier Then, initial data capture of biotinformation is entered into the sptan,.f?* 
navmenfe ire detached and fee amounts arc recorded on the application. In additionto 
ftpaboveappHeationprocessing functions, the cashier will rirepare systeni-genwated 
JaUV,wetkfywl monr«y repor&of cashier activities for subntitting^to Passoort Services 
Headquarters after approval by the Regional Director or designated DOS manager. 

C.43.6.4 Triiaga Capture 

At Image Capture, batched applications are scanned using the ImageTrac^caroier. 
Applications are fed into the scanner, the barcode reader on i the machine »«^tta 
ap^cationmunbers, and a camera captures the ^*&?«^J^**" 
applications. HAS images are displayed on a c^pUte^^reen for revtew a^wmg the 
ooerators to «scan the applications) if the image® are not properly captured. 
-T^mSSS^SL performed on lockbox batched applications at the Mini 
Open process described in Section C.4.3.6.2. 

CA3J6.S Triage Review 

At Image Review, batch** are opened in the system, which then presents a ^9*** 

^thecomputer screen, M^»^W^^>V^^«^^^J^ 
Z^TLi^^^^^y^P^^^PP^' Ifaninrage.isunusable.a 

new image iacaptured utilizing a desktop jscanner 
C;4A6-d n*** ttntrvftfrm-lftckboxl 

Mail-in and counter applications are processed at Data Entry.' Application dtoncrt 
P^ouS entered im£he .system at Mail Opea or Counter opto ^ «J^gt* 
an^Sut's first, middle, and any W oames,. address, place of birth, gender, book 
type, and sieeial security number. 

Lockbox applications (previously cashiered and data entered) are not processed at Data 
Entry. 
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C.4J.6.7 Name thech 



Once application data (place/date of birth, social secunty number,olher names, e^ has 
been entered or downloaded into the T0IS-PD system, this information n.w*p**rt* 
sent to the Front End Processor (FEP) to niuJ^ledatobaaes fe any dairying 

information, (i.e., multiplepassp^rts or W 1 ^^^!^'^^^?^ 
sutmorLMoytstandbgdel^totheQoveiiunent), Tbew databases are (1) In-Piocess 

SenPat^fCUSP). Bach search return* results that are idenuned and avmlable at 
the Adjudication process. 

The Government Passport Specialists shall have the sole responsibility and aufcortefition 
inmeadjudicatiandecision to issue, suspend and or dmy passport applications. Final 
tasfe determinations are made by Government Passport Specialists. 

C43J5-8 Adjudication 

Government Passport Specialists" perform the Adjiidication process, The Passport. 
Spedaiistsnerform all necessary review and approval <*^W™*1 apphcaUo^PS- 
11DS-82) and all citizenship documentation. Passport Specials make all MCe^ajy 
nouSs i mstructions on the actual application in red ink, venfy the accuracy of aH 
^cation data entered in the database against the data on the actual application and 
correct any ^accuracies on the scfeert, Complete all suspenses, .add any necessary 
endoraeineirts, remove any applications that have been distfialifiejl durmg^he 
SeSp^ acceLZ MuhipIe Issuance Verification <MT£ to ob^any 
necessary information, and «^ IrtforiiiatiQnd 
issues with the passport applications. 

The Government Passport Specialists shall havetheaole responsibility ^and authorization 
in the adjudication decision to issue, suspend and or deny passport applications. 
Government Passport Specialists make final case dcterrrunauons. 

C.43.6J Book Print 

At the Bobkbrint function, all of me McHntnation eontained in the electronic imphcation 
fite *SS S replaced onto a passport book. The employe* operas up to four 

nuniter) ^ the passport book number, and me ^f^* ^ ' 

M^tSSS^b tf**i^^1b*p**«l*****«* irna^nre torn 

^SmTeps involved with writing to thechip of ePassports, along with ****** 
SS222S*fli|y. Updates to printers to accommodate eP^ports will cpntmue 
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throughout the life of this contract. Due to technological advances, book printers may be 
updated or replaced at any time. 

C.43.6.1Q fr uity Cantr< il {QC1 and Mail Ont 

Quality Control is the final stage in the TDIS-PD pwcessmg flow. The I^nted Pf*<£ 
Lks are uaerfed into an Optical Character Reader (OCR) to check the readabihty of the 
Machine Readable Zone (MR2), to verify tiat.the electronic chip is present, thai t the chip 
matches the book being processed, that the digital signature was witten to the chip, and 
to display the application record on the screen for verification. The passport 
^Viewed, and my Endorsements are printed using an endorsement printer, if the passport 
book is machine readable and the information is correct, the passport is placed man 
envelope with other documents* be returned to the applicant and an ^^^f* 
printed. Appropriate dehwryfrout^e^^ 

required is affixed using me trailing equipment, and the mail is prepared for pick«ip or 
delivery. Detailed QjC. procedures for the card will also be, required. 

C43.611 rn*Mi* Ser yfee Section Responsibilities 

Passport Support Associates shall perform customer service resptosibililies to include 
(but not limited to) telephone ir^uu^appbeant response, and semx^Each 

Uonsibility is performed ^^f^?±fT^Zt^^Z^ 
telephonic and written requestsfer inforrmon/e^lamticm(eitiher received lb) ^he 
iSuaJ Passport Agencies or through the national ca» certe^immines regarding 
sust^** applicative^ 

EetiouTVa other administrative support to varioussechpns/fimctions wrtrun the 
Paasport Agencies, as necessary. 

In support of telephone inquiries, the Passport Support Associates P^ormir^is 
fiuSTwill handle any applicant calls-received directly at *e Passport Agen^or 
Si have not been satisfectorily completed by the nattonal. call center ^^ be 
ZSed to have a complete working knowledge of all phone ^features, ^ACW, 
K£ «»d a complete working knowledge of the TDIS-PP text update 
Silities: Additionally, Ihcy must understand the necessary codes fo the 
Kational Response Letters (JRI*) 4nd suspense ^^^^^^ 
appropriate text fields. Each Passport Support Associate ^^IrftSSvAet 
aSlicant problems and concerns and having a complete understanding <"^*£*y£* 
SuSLC5&^"> They must also initiate any expedite** exp^ mau requests Complex 
L ^oSasSor calls should be referred to measSigned Passport Spec^for 

Sand^Iuti OT . My, ^^^'^^^^^^ST 
ATencv ihenauonalcall center, or Acceptance Agerrtmqumes or .^ Ad * U ^ in 

andmXten^^^ Theseduties 
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include the appropriate oration, formatting, and grammar associated Sw*each IRL 
generated, a* Well as incJuskm of applicable enclosure* and proration for **** 
^addition, thePassp^ SupportAsso^ 

applicant reuses from the IRLs previously sentout, and collect ^J"^^** 
SLnHea^t responses for the adjudication team members ^.^er. potential task 
includes batching of reentry applications and filing and retrieval of suspense 
applications. 

Passport Support. Associates will be responsible for performing various search 

the Agency. This will include supporting telephonic or 
Sondenefc roasts for attachmg express mail requests, matching documents for re- 
entry, and requests for upgrades/expedites. 

C.43.7 Workload 

The Contour shall recognize that, due to the seasonal demands for passport services, 
^^C^JySlc^m^^^ ThcDOSid^^peakseasonto 
SXj S Of Jan^y through August, whfleO^ober -"J*™**" 
tvoicallYthe slowest months. The DOB estirnatesihat during peak months, between 

70 oSCB^rrapplicalicns will be processed each day. While the majonty of 
Soad&a 

fr0m the lockbox, public counter receipts and mail-in applications will also affect overall 
workload levels. 

C 4 4 TASK 4* AttfmTECTtJgAI ■ T)KSI€N StIP PrtttT VOR PASSPORT 
C.4.4.1 RmweoftheTflsh 

PPT/TOtfM is responsible for the design construction, furnishing, renovation. 
Son^dScation of facilities for Passport Services bcad«^r^and fidd 
agSnationwide. mrTOmm^^^^^^^^^ 
architectural firm to assist with these projects. 

The contractor shall provide assistance to PPT/IWM .toff, ^ d " h ^^^ 
JZ*r PPT and field agency management, in their interactions with government 
^Z^T^^nAlO?m?M and GSA^as well as with security engir^aq 
r^nlvuVnrivat^r^ETtrms under contract tri GSA or RPM, and ^thprivate 

t^^manaaers need design and technical expertise support to ensure that CA/PF1 
SE* arXeSS and implemented by these professionals foghorn 

firm to prepare formal design intent and construction documents, as well as protessionai 
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ti>*cale sketches for the puiposc of communicating and clarifying PPT requirements, not 

oolyiopthCTgovcniroentertities/^ ™ 6 
contractorshall help PPT/TO/FM develop, Resent, and negotiate project and 

conshuetionpl^ 

travel to field agencies to participate in design and review meetings shall advise 
PPT/TO/FM on options presented by other U.S. Government entities, vendors, and 
. contractors; and shall prepare formal architectural drawings in both jftpex and electronic 
(AutoCad) format when required. 

The contractor must submit aiimely monthly report to accompany the invoice, 
summarizing activities and costs - labor hours, travel .costs* and overhead for drafting of 
drawings (including delivery costs such as FedEx and couriers) for the preceding month. 

Performance statistics will be required on projects currently underway, as well as. planned 
efforts These statistics will report on the effectiveness of efforts, the cost and sdiwufc 
performance and impact to agencies, as well as evidence of overall project benefits. The 
reports wffl bepwwded to Technical Operations and will be adjusted as needed ^ensure 
that metrics acctirately report the mfonnation necessary to validate the succesa.pt the 
efforts and the organization. 

G4.4J. r^%.<n >tetorStefling 

Architectural Consultant fKEY> - shall provide technical support and consultative 
assstance to PP^/TO/m Staffs 

construction, furnishing, renovation, expansion, and.relocation of facilities fq? Passport 
Services. 

„a* T A*if s ; flllSTNl£SS PROC ^F SITPPflWT TRAINING 
C.4;5.1 Sro pirnf the Task 

The Office of Technical Operations (OA/PPX/TO) is responsible for the design, 
development, production, acquisition., distribution, delivery, evaluation and upd^ of 
training for all Passport Services staff both in the field at Passport Agencies and Centers 
as well as at headquarters and annexes. 

The Systems SupportJJivisipn of Technical ^eratmiw.fPPTrrO/SS) requires ongoing 
training support to assist with these projects addressing a range of ^« 
are made toSe. business process, including but not limited ^J/m '^J^» 
operatogsystems (e» ^mdowsXPoraOOSJ.co^^ 

cn^cu^ Di^tory, M.crosoft Office suite), peripheral deuces, and other bittncta 
pmceUnotrelatedtoC^^ficsoWe. TbtTt^lm&VW**** 
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flexible in every way, including the delivery, metradologyand locatma of training, in 
order to meet the needs of all Passport staff. 

C 4 5 1 1 The contractor shall provide .assistance to FPT/TO and its divisions and in its 

hueraetions with counterparts in other offices and tew V 

technical, computer or related security training, in particular, With CA/CST, FSI, 1KM 

andDS. 

CAjS 1 2 The contractor shall assist PPT/TO/SS to develop plans,- strategies and 
scnedol'es for all training programs and projects that increases Passport Staffs 
effectiveness in the passport process itself as well as in the use of systems and 
applications, hardware and/or software. 

C 4 Initially, ^assessment will be provided to PIT/TO detailing the ares(s) where 
traiiiine is most needed and/or can result in the most imnwveroent along with strategies 
andrecoznmendations for tangibly enhancing the <OtdM^*teyWPB** 
and the use :of existing tools (hardware, ^^^^fi^^^J^ M 
assessment will be comprehensive in nature and Will mclude details of all cmrent or 
Spring ^packag^nd subsequent, related details (to uicludcmell^ of dd.v^ 
LdevLnonnShodoJogy). The report will mdude.mcornmcndationB on the efficiency 
and eflfeciiveness of these traunng paefcages and details (strategies and methods tor 
development, delivery and implementation, evduation and update). 

C4.5.1.4 On-going support (pr^ucuc^ddivexy evaluation, ^^SL^jtS 
training package approved by PPT/IO/SS after the assessment wiU be included m this 

task. 

Thjs task will provide for the ability to acquire, procure, ^? 0 *^^'^^^^' 
and/or generally make available to Passport : Services, cornmemial ?f;^f^ warc 
and/or hardware that, would assist in the understanding and acquiring of new skills, 
knowledge and abilities of Passport staff and in the development, .maintenance, 
evaluation or delivery of training. 

C4.5.L6 Additional or future trainmg packages maybe reqnh^ 

and/or Passport Systems and will be communicated to the vendor at that time, 

C.4.5.1.7 The training package wPI provide the users and combers of Passport 
<^rvir.~: svstcms and data with introductions, overviews, and instructions. IOe 

* the Packag^shall, m^di^to 
.mclude hands on practice and exercises, including, ^W*/"^ . 
infonnat^gmdanee or instructions re^ardiftg adrninistrative Junctions shaft also* 
included in each package. 
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C4.5.1.8 The training package may require ^analysis of process flow or Jjb- . 
process to provide greater benefit t^the end users. Where necessary ^ j*"^^" 
work with Technical Operations and its Divisions to either leverage ewsung information 
. or to gather and .develop new business process flows. 

CAJS.L9 The training package will introduce, guide and allow mm to SiJSjfJL 
• experience with the. subject matter in a user friendly enviromncnt which i* .drmtical to the 
Sworkc*^^ ^training 
package will ensure that users ate exposed to all aspects of we subject matter. 

CA5I10 In the preparation and development of this package, the Contractor wlU work 

COR will provide general guidance and oversight under the direction of the Contracting 
Officer, and will be responsible for final aeeentanceof the package. 

C415.1.11 r^tetraimr^ ^ to ^ P ^^S^5 
Centers listed in this contract and/or other location? may be requested ariddeented 

necessary by the COR or a Government Manager. 

C.4.5J.12 Refresher training may also be required. Refresher tracing will be held to the 
same high standards as my newly developed training program or package,. 

C.4.5.U3 Thetrairungpaeka^^ 

effectiveness of the training (content, delivery, method, ^.) ar^will make 
recommendations for conSnous improvement in all ^related to framing, inclndmg 
but not limited to, the scheduling, delivery,, location, and me&od. 



C.4,5.2 Objective of Training Package 

The objectiW ttecomr^hensrvetramihg packaged to 

ptsZel with the knowledge required to complete thek assigned f^*^? 

gr^de^ , 
Spriateand necessary computer, appKcation, and technical skills It 
SSt :5l^S SW «I«t»«P^ auton,ate4 report systems mat they 
are required to use in order to perform their duties. 

deliverables of Task 

C.4.53.1 Thetraining package P"^^^S^^ZSSliS^^ 
tunctionality and presentation, the currcrrtyacce^ nrnfe S91 onal standards and indusu; 

best practices for training materials of tins kind. 
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The package shall provide users with training, including hands on i experience, in aU 
system related areas required to complete their duties, This includes but is not limited to 
basic computer skills, software applications and associated hardware. 

The following training materials shall be included in each package: 

• Instructor manual 

• Usermanual 

• Hands-on exercises with answers and/or answer key 

• Reference or instruction fleets 

• Hand-out rnrterhds including Frequently Asked Questions (FAQs) 

CA5.3.2 Prior to the delivery of trajiun & the vendor shall work closely with agency 
rnanagement and headquarters to ensure scheduling of utmring meets agency and/or 
Passport headquarters' needs. 

In addition to providing ircrtruOtor and users ^^^ c \ m ^ ^j^^,t^ 
consolidated kit containing all materials, hand-outs, (both m ^^.«^°P£ MU ** 
provided for the entire training package. The kit will explain the teaming process, 
evaluation and methodology , 

User manuals, hand-outs, reference guides, frequently « ^£^f2^3fcSl£t 
will serve as a reference tool and must be designed and developed todo so effectively in 
either fee agency or headquarter environment 

The instructor^ user manuals shall bepublished in a rMrmfcr that allows for frequent 
updating of the material as changes occur. 

Upon completion and delivery of the package, ^f^^^^^o 
mVmutual coMurrenceof a review panel comprised of representatives from CA/PPTTTQ, 
GA/PPT/FO and the COR (or his/her designee). 

C 4 53.3 FaUowmgfmalaccer*^ 

SiSofficesToUtie-n, ioSing headquarters. The list of locations « as follows; 
Arkansas Passport Center (APG) 

Charleston Passport Center (CPC) 
Chicago 

Colorado \ 

Connecticut 

Honolulu 

Houston 

Los Angeles 
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Miami 

National Passport Center (NPQ 
New Orleans Passport Center (NOPC) 
New York 
Philadelphia 
San Francisco 
. Seattle - 
Special Issuance Agency 
Washington 
PPT/TQ/SS 
PPT/TO 
PPT/FO. . 

and any future sites. as added. 

C-4.5.3.4 iTDplemcntation of thetraudng package and dehvery of train^ sesricwwm 
be monitored through performance statistics. 

These metrics will be developed by the Contractor, in alignment with the Technical 
^uon^oToffi^egic objectives, a*d wUl report on the -M"" * 
SSnng. instructors and material* as well as the. °venul^sfacton 

intent ofthc statistics will be to report on the overall effectiveness of Ac program 
and to ensure that new initiatives are tracked from inception to impIernenlatMm. 

Additional/Fir *™, rteliverables: 
. Additional txaiaii*^ 

• Additional user manuals and exercise manuals will be produced and will be 

made available as requested. 
» Future business leauirernents updates as identified by CA/PFr/TO. 
. Future updates to the materials and manuals will be provided as requ^ 
. AdditiomTniOdules as specified by COR, Technical Operation's Office Director 

or senior managers within Passport Services. 
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C4.5.4. retractor Staffing 

Wr,. ™ Coordinator - shall perform a wide range of activities in surmort 6f 
CA^PT/TO/SS ; training needs to the Passport Agencies and Centers and Headcmarteis 
offices to include the development and preparation of training plans and schedulesfor 
each training package. 

The Training Coordinator will also bcresponsihte for the comprehensive training 
3332 and S report on metrics developed in conjunction Wiethe Traintng 
Program Manager, COR and appropriate govenrment managers as requested. Tto 
Sing Coordtator wfli be responsible for the coUection and analyst of evaluate* 
and will canmunicate these in writing to the COR, Program Manager and other 
government managers as requested. 

Traiflers -shall perform a .wide range of activities in support ^PT/TQ^S fining 
r^Vthe I'aSsport Agencies and Centers and Headquarters offices to mdude the 
desigMevetojsaem, testmg^smTjomon, update, ddiv^ 
Training rnaterials and the program in general, 

Exnert Consnlfeet - shall provide expert trarnmg.arid.aiwori for any program or 

Sovide mentoring and support ro headquarters' staff on generally accepted indusUy 
standards (e.g. Project Management^ Management, Performance Measurement 
Analysis, etc) 

C4 6 TASK 8: **™Pn*T &YST ™ PTFRCHASIN^.STTPPT,V PROGRAM OF 
* — ^n ^nirrWARF ^ APtiWARE ITEMS 

CA.6.1 Smite of ft* Task 

Contractor shallmaintein anapproved purchasing system and anautomated <^»**?J 
n^SXstem that wmllpply apeeific critical and expendable 
^S^^fv^^^^^ 6 ^' Tbs system wUl momtorAe 
Sme of d^ts"^! at each facility and initiate the ^ment of^suppbes to 
facilities When criticaj or<Mng;thresholds are met Tto systcrn wdl dso 

S<te!l^ie supply Jevds i»^«^. , S2JSS3?a»ir 

levels and eompkte the ordering and delivery of those supplies to the f^^«- ^ 
SoC Scity, and inventory levels will be taken into account and unrated 
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into the system. Information regarding types and quantities of supplies will be tqrmshed 
initially by DOS. The production sites will require varying amounts of all critical and 
expendable supplies (See Section J, Attachment 1). The Acceptance MSSkar vail only 
require the ordering and delivery of certain expendable items such as forms. Delivery ot 
these forms will vary as the U.S. Postal System has ferge distribution centers whde other 
. acceptance facilities do not. The contractor will accomplish two mam functions: (1) 
estabbsmng. and/or mamtaining an automated supply management system and f2) 
purchasing and ensuring the deli very of those required items. 

This system will utilize currently available teleconurninicanicfcs technology including me: 
Passport Wide Area Network (WAN), the CA electronic mail network (B-Maft). and fax 
scxviwtOLCor^ouslyteack. production tr^ghput,mi» allowing; the tjnely 
requisitioning of supplies, confirmation of orders placed and projected delivery dates, ana 
follow up to assure that items are. delivered. 

Supplies will be purchased fium the supplier or vendor that provides the best quality 
raoduct at the best overall value to the Govexnroent The current Government pirebasing 
Sstern will be consideredas a potential suppHer and competitively evaluated .on tbeaame 
criteria as commercial vendors. Contractor will be responsible for ensuring timely 
delivery .of*upplies and also that an adequate supply quantity is immediately available 
for shipment in me event of an emergency. 

The Contractor shall comply with all FAR and procurement regulations pertaining to toe 
use of mandatory sources (S ee S ection L). 

The Contractor shall comply with all FAR and DOS regulations pertaining to the storage 
and control of Agency materials. 

,* a r pngsrm T? FTITTJRE T^ KS^ERVTCES 

Additional tasks and related services may be required by DOS Passport Services in 
sur^rtoftoplannmgobjectivesdurmgt^ ^^u^Sl flt 

these tasks arfd services cannot be detennined with specificity at tins urne H ^<* * 
me time the requirement has been identified, me government will submit a^request to 
the contractor. The contractor shall pmvidca cost proposal and may be negotiated m the 
contract upon final written apFoval of the. Contracting Officer. 
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C.47.1 Mhcclfaneouf^ ntureOiwatfoiial Support 

The contractor may be required to perform any task hot considered to be inherently 
governmental at any Passport Agency/Center locations as required by workload demands 
or at the direction of DOS. For examplei a potential additional task may, include lockbox 
fulfillment operatiens. This would entail additional front end processing. Any Such task 
would require the contractor to.adhere to any futore applicable agency agreements 
including, but r#t limited to, Memorandums of Understanding (MOU), generalized 
depository financial agency agreements, arid security agreements, The Contractor may 
also be required to provide production* operational, business process support trainmg^and 
all other support as required to additional Passport Centers or Agencies that may be 
added in the future. This can include production support, and other tasks such a* 
analytical reports, development of training material, and temporary assistance teams. The 
contractor will also be. expected to adjust procedures, training, and staffing levels in 
specific work sections when operational and processing, changes occur. These dianges to 
facilitate the growing workload during the life of toe contract may include shift work, as 
well as utilizing new technologies. The introduction of new technologies and other 
technical and/or procedural changes to the issuance system will Occur regularly 
fcrougbout the life of the contract, and. should be expected. The contractor may be 
required to perform in support of the issuance of additional documents (i.e., Smart Cards} 
for which Passport Services. is assigned. 

I The Contractor shall provide* secure storage finality to maintain at least a year'ssupply 
of critical supplies necessary to production. The Contractor will be responsible &r 
maintaining records of supplies, rotating the inventory, pafbnning receiving and 
shipping of the materials, and assuring that proper security and environmental controls 
are met to preserve the Foils and Ribbons and other materials and supplies properly 
according to the suppliers' and fiOS' reo^iirements. 

The Contractor Should be conversant regarding storage capacity for all supplies at each 
production facility and will make recommendations for utilization of storage space 
n^imizing vertical storage capacities. These recommendations should include 
implications on human resources and additional equipment requirements. 
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C5 r pprrftACTQR operation s manacrr DUTIES 

The Contractor Operations Manager shall be responsible for implementing the contrart in 
accordance with all contract requirements, He/she shall implement the Management Plan 
and uphold the corporate quality assurance policies tp effbetively direct contract support 
activities and to ensure saUslactory execution oTand conformance with contract 
. provisions. The'Cerrter Contractor Operations Manager shall he dedicated and 
responsible for the overall performance of Tasks W*^***^ r™*** 
sJeLt reporting methodoiogies to ehsnre that the Regional ^^^T^ 
Regional tDSrector, and the Contracting Officer are informed. He/ahe ahall itcrurt 
personnel as necessary and in accordance with Management Plan guidelmesJThe 
Contractor Operations Manager shall review work of the Contractor supervisory staff and 
shall interpret police, purposes, and goals of the organization for siibcrdmatra^ 
Additionally, he/she shall monitor all contractual expenditures and ensure that established 
budgets arc nut exceeded. Finally, he/she shall provide support with long-range planning 
and statistical analysis-related to staffing and workload. 

C6 REPORTS 

.See Section F, Deliverables for the Kst of reports for each Task. 



SAQMMA08D0051 



-125- 



UNCLASSIFIED 



UNCLASSIFIED 



SECTION C 

DESGjUPTlON/^EOFICATIONS^TATEMENT OF WORK 



C.7 PERSONNEL 
C.7.1 Key Personnel 

See Section H, Key Personnel frit designated Key. Positions. 
C.7.2 Re presentative Personne l Categories and Types 

The following personnel categories shall be provided by the Contractor. Specific skills 
and experience levels required are shown in Section G. 11 . The following pesruons are 
designated representative jjcrsonnel tor die clerical and support services: 

Passport Processing Supervisors 
Passport Support Associate Supervisors 
Passport Support Associates 
Pile Assistant Supervisors 
Pfle-Assisitant Team Leaders. 
Fite Assistants 
Cashier Supervisors 
Cashiers 
Secretaries 

Anti-Fraud Clerical Assistants 
j • Training Coordinator 

C.7.3 Work Hours 

C.7JU rw«^nrk Hours 

At a minimum, the Contractor shall provide support at Centers forup to 24 hours dairy, 
wim multiple shifts. T*eC*ntra<^rsl»tthavem^ 

flexible work hours for each shift, but shall ensuremat each M-time Contractor 
employee works at least an 8 hour day or night shift and that snooth and efficusnt 
opSnsaren^interrupfed. *4^**^J^^^JZ%* 
Task I, the contractor shall provide a detailed plan to staff additional shifts, if required. 

Contractor employees shall observe all U. S. Gov ^^^^^^T ° f 
bacWogsovertnnev^ State holidays will not be 

recognized. 
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C.7J.2 y» ^oft Agenda and Hcadquartfn Supp ort Warfc Hours 

At a minimum, the Contractor shall provide support at the Passport Agencics afid 
Headquarters support five (5) days a week, Monday though Friday for 
•nerday The hpti* of operation for each Passport Ageflcy are varied a^^rap^fiom 
^oTm. to 530 pun.. Score hours being, to 4:00 pm The W of 

£X for Headquarter Support are flOrf&OO iA to 6:00 -*^b^ 
S trom 8:00 a.m. to 4:45 p.m. Additionally, certain agen^ may have addmnnal 
S ^ well as, shafts that occur 6n the weekend. The Contiactor shaH provjdc *jtt 
categories of support service during the core hours. These tours may be 
subSauypu^tosr^ta^ngs. ^Co^lor^ve^i^J^ 
DOS to schedule flexible work hours between the hours ofoperaUoo, but «tf en*** 
mi each tull-time Contractor employee works at least an 8 hour day and that srr^A and 
%££ operations are not interrupted. In addition to te Aribt ^ijg""* ° f 
Task 1 the Contractor shall provide a detailed plan to staff additional I shifts at 

S^lSserveall U. S. Government holidays , and, .n *e ««* "g^f 
SS^^tetaJhaM«flytv^COR. State hobdayawtllnot be recogruzed 

C7.4 ^mritv Clearances 

I. The Connor is respor^^^^ 

Aotf level for designated key personnel identified "f**^*"?^* 
satisfying!]* minhS experience requirements for all rrampew categories 

specified hi Section CI 1 - 

All Contractor personnel must be US. rithens. . ... 
Contractor personnel are inquired to have at a mmnnum a Moderate ™> 
Trust CMRPT) determination (formeriyJcnbwn asaNatioftal Agency Chee* 
^Sucted by Wploritic Security. ^^^^^^^ 
P*s*eio«M^ 

ant pending- If the contractor employee does 

denS an Interim MRPt,he/she .niust be removed from thexprrtratft at no cost to 

DOS^uSSsseswill not be W-ahWWP"*^*** 
adjudicated, (See Section H.9 Security I^uirements}. 



2. 
3. 
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C.8 MANAGEMENT 

The Contractor shall provide a full-time Operations Manager who shall roaaagcthe 
extractor's performance at Centers in accordance with below listed management plan, 
which will he incorporated into the contract. The Contractor shall also provide a full- 
time Operations Manager who shall manage the Contractor's rjerfermance.at the Passport 
Agencies and Headquarters support offices. The j*rformance of the Operations 
Managers will be in accordance with the below listed management plan that will be 
incorporated into the contract. The Contractor Operations Manager shall receive prior 
approval from the DOS Director to effect any deviation from the plan and shall 
administer this contract accordingly: 

C.8.1 TASK 2.3.6.7 

• Section 1 -Management Plan Overview 

Section 2 - Fraud Protectiorr Plan (to include security compliance internal 
controls and fraud protection) 

• Sectmn 3 -Risk Management 

• Section 4 - Subcontracting Plan 

• S*x*iop.5-TTammgPIan 

C.8.2 TASK 4 

• Section 1 - Management Plan Overview 

• Section 2 - Risk Management Plan 

C.S3 TASKS 

Section 1 - Management Plan Overview 

• Section 2 - Risk Management Plan (to include security compliance, internal 
controls and fraud protection) 

• Section 3 - Staffing and Support Plan 

• Section 4 - Tuning Plan 

CR.4 TASK 8 

Section 1 - Expendable Supply Management Plan 

• Section 2 - r^ax±asmg/mveniory/TTacddng System 

• Section 3 - Supply Disbursement and Storage Plan 

Within one hundred twenty (120) calendar days after contract ^M(he Ccnta^ shall 
deliver the.above listed management plan to the Government. The DOS willreviewtfte 
Zl^tplah and provide approval and/of revision ^ T* 

SAQMMA08D0051 - 128 " 



UNCLASSIFIED 



